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By Allen Horn, MD, Clinic President
As we enter 2012 together as vital
members of CentraCare Clinic, there is no
way to ignore the changes sweeping across
our world and affecting us in Central
Minnesota. We will experience many exciting
challenges, along with numerous
opportunities to grow as individuals and as
an organization so we can be the leader in Minnesota for
quality, safety, service and value. We all can be proud to be
part of an organization that matters, one that is making a
difference for a wide diversity of patients across our area, one
that values the input of each and every person whose lives are
invested here — and one that will be the leader in Minnesota.
This year, we will face the challenges together presented
by health care reform and tough economic conditions. We will
work to assist an aging population and to provide appropriate
services to the increasing diversity of the patients in our local
and regional population. We will listen even more carefully to
the needs of our patients as expressed in the comments and
results of our Press Ganey satisfaction survey. It’s our goal to
provide the best services with the best clinical care, at the best
possible price while providing the greatest access to care for
the patients who need us. 
Each one of us can help make this goal a reality. By
coming to work every day with an attitude of excitement
about our opportunities to serve, we can bring an energy that
resounds throughout all of our work. Together — that’s how
we impact our world. Together — that’s how we will face
2012 and make a difference in our changing world.
Help us learn from your patient experience
By Lisa Drong, Customer Service coordinator
Unfortunately, breakdowns in
service can and do occur. Those
situations often are out of your
direct control. However, you can
control what happens after a
service breakdown. Acknowledging the situation and a sincere
apology are both key when relationships are damaged.
Seize the opportunity: When a patient perceives that a
service failure has occurred, your sincere apology will show
compassion to the patient. It’s always better to apologize than
to ignore or dismiss the situation.
Apologize for what happened: Patients are entitled to
their feelings. Even when the service breakdown was
unavoidable, allowing patients to express those feelings is
critical to responding with compassion. Offering an apology
while validating the patient’s feelings is important. Apologize
for the situation rather than for the patient’s feelings: Instead of
saying, “I’m sorry you are upset,” try saying, “I’m sorry your
appointment was delayed, I realize this can be upsetting.”
Avoid blame: You are the face (or voice) of CentraCare
Clinic. No matter who was at fault for a service failure, you
should apologize without blame when it occurs. Identify a
course of action you can take to remedy a situation.
Instead of saying, “I’m sorry you’ve been waiting longer
than you expected, your doctor was called to the hospital for an
emergency,” try saying, “I’m sorry you’ve been delayed this
morning, let me speak to your doctor’s nurse to get an estimate
of when you’ll be seen.”
A service breakdown isn’t fun for anyone. However,
patients generally understand that delays, miscommunications
and mistakes can occur. What they expect and deserve is for
you to acknowledge what happened, apologize sincerely that it
happened and, politely and in a timely manner, give them the
information they need to proceed. This is the first step in true
service recovery. And it’s the right thing to do.
Thank you for always leading with care and for your
commitment to providing excellent patient care.
For more detailed patient satisfaction data go to the performance
improvement tab on CentraNet. 
Health Care Matters: The opportunity of a changing world
Patient Satisfaction Scorecard
Mean         Percentile FY
Score Rank 2012 goal
CentraCare Clinic 90.5               56% 90.49  
Data based on more than 6,000 surveys received from 7/1/11
to 1/3/12. Rank compared to 700 other medical practices.
CentraCare docs recognized for excellence
• Congratulations to Cardiologist Jamie
Pelzel, MD. Dr. Pelzel received St. Cloud
Hospital’s Physician of Excellence award.
This award was created for peers to
recognize a Medical Staff member who has
an exemplary work ethic and lives St. Cloud
Hospital’s healing mission — care above all. 
• Congratulations to Christopher
Johnson, MD, Pediatric Critical Care.
Dr. Johnson was included in the “The 50 best
Mayo Clinic doctors — ever” in a Dec. 22
article in MinnPost. Dr. Johnson was the
former director of pediatric critical care
service and professor of pediatrics at Mayo Clinic and
Mayo Foundation. He also is a blogger and author of
several parenting books, including “How to Talk to Your
Child's Doctor: A Handbook for Parents.”
Recognition for years of service
20 years: Bonnie Koopmeiners, St. Joseph; Doris
Thielen, Plaza – Dermatology
5 years: Christopher Johnson, MD, Pediatric Critical
Care; Tammy Laudenbach and Colleen Stach, Women
& Children; Cheryl Rothfork, River Campus; Jennifer
Schmit, Plaza – Gastroenterology
Learn new moves at the Day of Dance
Invite a friend or two to the Day of Dance from
4:30-7:30 p.m. Feb. 23 at Holiday Inn Hotel & Suites in
St. Cloud. Learn hip hop hustle, Polynesian dance, Zumba
and other dance steps. The night includes food samples, a
photo booth, health screenings and prizes. Free, no pre-
registration required. For more information, visit
www.centracare.com or call (320) 229-5139. 
Medical expense reimbursement reminders
Medical expense account claim forms must include
this documentation to receive reimbursement:
• Explanation of Benefits from insurance (front and back);
• Provider statements, invoices or receipts with service dates;
• Proof your HRA Plan has been exhausted (if enrolled).
Cancelled checks or credit card statements are not
acceptable. Expenses paid through the Health
Reimbursement Account (HRA) are not eligible for
reimbursement through the Medical Expense Plan. 
Annual PTO Payout planned for February
Employees with one to four years of service are
eligible to trade-in up to 40 PTO hours for cash if they
used 40 PTO hours between 12/26/10 through 12/24/11.
Employees with five or more years of service are eligible
to trade in up to 80 PTO hours if they used 80 PTO hours
between 12/26/10 and 12/24/11. Letters will be sent to
eligible employees mid-January.
Welcome to our new clinic employees
Stacy Buchta, Business Center
Wendy Larson-John, Reception, Women & Children.
Learn about weight loss surgery
Learn more about CentraCare’s Weight Loss Surgery
program at an informational seminar from 6:30-8 p.m.
Jan. 17, Feb. 6 or March 5 in the Spruce Room at SCH.
To register for the free seminar, call (320) 252-3342.
From your couch to a 5K
If you are a beginner or novice runner or walker, join
CentraCare Heart & Vascular Center’s 13-week employee
training program leading up to the April 20 Earth Day 5K.
This three-day-per-week program with supervised
sessions on Mondays begins Jan. 23. Participants earn
20 points toward the 2012 HRA dollars Reward Points
Program. Join your co-workers and family members on
this path from couch to health. Cost is $50, which
includes Earth Day 5K race registration and a T-shirt.
Register by e-mailing fernholzk@centracare.com before
Jan. 23. Space is limited.
Lower co-pays available to employees
Employees covered under the CentraCare Health
System medical plan are eligible to receive their
prescriptions at these CentraCare-owned pharmacies at a
lower co-pay: CentraCare Pharmacy - Heartland, Health
Plaza, Becker and St. Cloud Hospital. These pharmacies
are covered under Tier 1. All other pharmacies are
covered under Tier 2. For your convenience, CentraCare
pharmacies will mail prescriptions to employees located
outside of the St. Cloud area.
Expanding to new communities
• CentraCare Heart & Vascular Center expanded
its outreach service to ACMC in Granite Falls. The
cardiologists and electrophysiologists regularly provide
outreach services to more than 30 locations.
• Michelle Scharnott, DO, Heartland, now sees
patients weekly at the Becker clinic site too.
• Carol Klimek, PA-C, (pictured)
recently joined CentraCare Health System –
Long Prairie and sees patients at Eagle
Valley Clinic. Long Prairie’s Certified Nurse
Midwives Ceree George and Yvette
Rodriguez also see patients at Eagle Valley
Clinic on the second and fourth Wednesday each month.
Take control of your diabetes for life
Join us from 1:30-3 p.m. Jan 14 at Westside Learning
& Event Center (1001 2nd St. S, Sartell) to learn how
fitness, food and stress reduction can impact diabetes
management. For more information, call Stacy at
(320) 654-0416 or e-mail ssjogren@charter.net.
